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9 In the context of the burgeoning number of food banks operating in the UK and the expectation 
that need for these will continue to grow in the wake of austerity and welfare reform, including 
benefit sanctions, the advice worker intervention has the potential to support those 
experiencing acute income crises in managing their way back out of food poverty. 
9 Evaluating two of the four sites in which the pilot has been implemented to date, it is clear that 
the intervention has largely been positively received by both service users and food bank 
volunteers. 
9 Implementation has been particularly successful at the more established of the two sites, where 
a range of benefits have been reported by both volunteers and service users themselves.  
9 Although it is perhaps too early ƚŽŵĞĂƐƵƌĞŝŵƉƌŽǀĞŵĞŶƚŝŶƐĞƌǀŝĐĞƵƐĞƌƐ ?ůŝǀĞƐ ?ƉĞƌĐĞŝǀĞĚ
benefits include: saving money on bus travel for those who already do not have enough to buy 
food; reducing unnecessary travel for those who might find it difficult to do so (people with 
young children, those with physical or mental impairments); alleviating the stress of dealing 
with an acute income crisis; and moving households out of food poverty. All these benefits were 
reported by service users. 
9 Some teething problems were noted at the less established of the two sites, where there were 
complications relating to a turnover of volunteer staff and operational inconsistencies within 
the food bank itself. This was further complicated by the fact that the advice worker attends 
only one of the three sessions that the food bank is open to the public, and each one is staffed 
by a different team of volunteers. At the time of writing, good progress was being made in 
working through these. 
9 A number of recommendations are made regarding improvement in anticipation of rolling out 
the intervention at other food banks. These include: 
 
¾ Establishing greater clarity concerning the aims and objectives of the intervention. 
¾ Revision of the current training, both to include the aims and objectives and a greater 
emphasis on preparing food bank volunteers to undertake triage of immediate and urgent 
needs. 
¾ Allow sufficient lead-in time to enable: 
x advice workers to observe and orientate themselves in the work of the food bank; 
x relevant stakeholders to discuss shared expectations and objectives and identify how 
these can be best achieved via a joined-up process. 
x all volunteers involved in client liaison to undertake the training and meet the advice 
worker. 
¾ Consideration of the positioning advice workers within the food bank ƚŽĨĂĐŝůŝƚĂƚĞĂ ?ĨůŽǁ ?
of service users before leaving the building. 
¾ Extending the time that the advice worker is available for appointments before and after 
the food bank session. 
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While the actual number of food banks operating in the UK is unknown, it is believed that over half 
are provided by the Trussell Trust, with more than 400 operating from 1,000 locations. The Trust 
reports that - in 2013-2014  W its ? foodbanks distributed three-day emergency food parcels to 
913,138 people; an increase of 566,146 on the previous year
1
. 
 
Fig.1.1  ?ǯanks2 
 
There has been considerable speculation as to whether there is a causal relationship between the 
increasing numbers of people turning to food banks and austerity measures and welfare reform, 
including benefit sanctions
3
, prompting concern from the U< ?Ɛ&ĂĐƵůƚǇŽĨWƵďůŝĐ,ĞĂůƚŚƚŚĂƚ ?ƚŚĞ
ǁĞůĨĂƌĞƐǇƐƚĞŵŝƐŝŶĐƌĞĂƐŝŶŐůǇĨĂŝůŝŶŐƚŽƉƌŽǀŝĚĞĂƌŽďƵƐƚůĂƐƚůŝŶĞŽĨĚĞĨĞŶĐĞĂŐĂŝŶƐƚŚƵŶŐĞƌ ?4.  
In 2014, a House of Commons briefing paper highlighted that, following the introduction of the JSA 
(Job Seekers Allowance) sanction regime in October 2012, DWP data revealed a 20 per cent increase 
                                                          
1
 Perry, J., Williams, M., Sefton and Haddad, M. (2014). Emergency Use Only: Understanding and reducing the 
use of food banks in the UK. http://policy-practice.oxfam.org.uk/publications/emergency-use-only-
understanding-and-reducing-the-use-of-food-banks-in-the-uk-335731.  
2
 Source: Perry et al. 2014: 15. 
3
 Loopstra, R., Reeves, A. Taylor-Robinson, D., Barr, B., McKee, M. and Stuckler, D. (2015.) Austerity, sanctions, 
and the rise of food banks in the UK. British Medical Journal; 350:h1775 doi: 10.1136/bmj.h1775 
4
 Ashton, JR., Middleton, J. and Lang, T. (2014). Open letter to Prime Minister David Cameron on food 
poverty in the UK. Lancet; 383:1631. 
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in the number of adverse decisions made in the first year of implementation
5
. Published seven 
months later, a joint report from the Trussell Trust, the Church of England, Oxfam and Child Poverty 
Action Group reported that individuals using food banks were more likely to live in rented 
accommodation, be single adults or lone parents, be unemployed, and have experienced a sanction, 
leading to a cut in benefits for at least one month
6
. The report authors highlight that most food bank 
users were facing an immediate, acute income crisis  W either a complete loss of income or a very 
significant reduction in their income - which had left them at crisis point, with little or no money to 
buy food. Such crises could be prompted by:  
 a sudden loss of earnings, or a change in family circumstances such as bereavement or 
homelessness. However, for between half and two-thirds of the people included in this 
research, the immediate income crisis was linked to the operation of the benefits system 
(with problems including waiting for benefit payments, sanctions, or reduction in disability 
ďĞŶĞĨŝƚƐ ?ŽƌƚĂǆĐƌĞĚŝƚƉĂǇŵĞŶƚƐ QdŚĞĂĐƵƚĞĐƌŝƐŝƐƚŚĂƚůĞĚƚŚĞƉĞŽƉůĞǁĞŝŶƚĞƌǀŝĞǁĞĚƚŽŚĂǀĞ
to turn to food banks was set against a backdrop of complex, difficult lives. It was common 
for food bank users to have experienced ill-health, bereavement, relationship breakdown, 
substantial caring responsibilities or job loss
7
. 
 
Fig. 1.2 Breakdown of acute income crisis8 
 
It is in this context that the current pilot project  W funded by the City Council - was implemented in 
ĨŽƵƌŽĨ^ŚĞĨĨŝĞůĚ ?ƐĨŽŽĚďĂŶŬƐ ?ƐƚĂƌƚŝŶŐŝŶƉƌŝů ? ? ? ? ?ŝƚƐĂŝŵďĞŝŶŐƚŽhelp vulnerable food bank users 
who may be experiencing the types of acute income crises outlined above. Specifically, it seeks to 
work with clients to address their advice needs, including support in accessing their full benefit 
                                                          
5
 Downing, E., & Kennedy, S. (2014). Food Banks and Food Poverty. House of Commons Library. Briefing paper 
SN06657 
6
 Perry et al. 2014. 
7
 Perry et al. 2014: 7. 
8
 Source: Perry et al. 2014: 25. 
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entitlement and dealing with benefit sanctions, as well as addressing the impact of other pressures 
such as debt, housing, employment and low pay.  
Concomitantly, via training provided by Sheffield CAB to food bank volunteers, the project has the 
additional aim of building capacity within the food bank volunteer community by equipping them 
with the knowledge, skills and confidence required to undertake a thorough initial assessment of 
ĐůŝĞŶƚƐ ?ƐŽĐŝĂůĐĂƌĞŶĞĞĚƐ ?^ƵĐŚĂƉƌŽĐĞƐƐƉŽƚĞŶƚŝĂůůǇĞŵƉŽǁĞƌƐǀŽůƵŶƚĞĞƌƐŝŶŝĚĞŶƚŝfying immediate 
and urgent needs which may or may not require external intervention, as well as providing an 
enhanced service to clients who may be more efficiently restored from situations of food poverty, 
stress and crisis. 
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An independent evaluation of the pilot project was commissioned by Sheffield CAB in June 2015. 
Because of time-constraints, reporting deadlines and staffing issues over the holiday period, 
evaluation work was undertaken at two of the four participating food banks; data was collected by 
the author over a three-week period at the beginning of July.  
Data collection included: 
x Orientation visits to meet the food bank co-ordinators, advice workers and volunteers and 
to observe each food bank in operation. 
x Interviews with food bank co-ordinators. 
x Interviews with the advice workers. 
x Group interviews with volunteers at each food bank (two in the case of Food Bank 2) (n=8) 
x Interviews with three service users. 
x dŝŵĞƐƉĞŶƚ ?ŚĂŶŐŝŶŐŽƵƚ ?Ăƚ each food bank, including sitting in on meetings between 
volunteers and clients, informal chatting with clients and volunteers and helping prepare 
and distribute food parcels to clients. 
x Attendance at meeting of CAB and Sheffield Food Bank Network. 
x Attendance at a CAB training session with volunteers from Food Bank 1. 
Written informed consent was obtained from all participants, with a guarantee of anonymity/ 
confidentiality given (acknowledging that this was not always possible in view of the small numbers 
involved). Interviews were digitally recorded and transcribed verbatim. 
The following findings are presented as case studies, highlighting learning from the implementation 
of the intervention at different sites. 
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The selected sites were chosen because they represent different food bank providers, one being 
more established than the other, and with the advice worker intervention being embedded within 
different models of provision. Table 1 outlines key characteristics of each food bank during the data 
collection period. 
Table 1. Participating food bank characteristics 
 Food Bank 1 Food Bank 2 
Location  IMD Rank Ȃ top 10%9 IMD Rank Ȃ top 5% 
Existing local advice 
provision 
No  No 
Organising body Trussell Trust Independent 
Time since inception Almost 3 yrs 9 months 
Opening times Friday, 12.30-2.30pm Mon, Weds, Fri, 2-4pm 
Advice worker attendance  Weekly Weds only 
Volunteer training 
delivered by CAB at time by 
end of data collection 
period 
No  Yes  
 
The co-ordinators at each site indicated that roughly similar numbers of clients visited their food 
bank each week, usually up to 30, occasionally more. The most significant difference between the 
two food banks is that Food Bank 1 (FB1) is approaching the end of its third financial year in 
September, while Food Bank 2 (FB2) has only been operating since October 2014 and just received 
charitable status.  
Additionally, FB1 is affiliated to the Trussell Trust, while FB2 is independent. At least officially, FB1 
limits the number of consecutive food parcels it will issue to an individual to three but, in practice, 
 “ƚŚŝƐǁĞŶƚŽƵƚƚŚĞǁŝŶĚŽǁĂůŽŶŐƚŝŵĞĂŐŽ ?and a discretionary approach is applied.  
The co-ordinator at FB1 summarised their approach as:  “ǁĞĚŽŶ ?ƚŐŝǀĞŚĂŶĚŽƵƚƐ ?ǁĞŐŝǀĞŚĂŶĚ-ƵƉƐ ?, 
the aim being to support clients in improving their lives and moving them out of food poverty, not 
only through the provision of food parcels, but in working with the wider community in providing a 
range of activities. These include fruit and vegetable growing at the site, along with cook and taste 
sessions. Combined, these activities ŵŝŐŚƚďĞĂůŝŐŶĞĚǁŝƚŚĂŶ ?ĂƐƐĞƚƐ ?ďĂƐĞĚĂƉƉƌŽĂĐŚ to community 
development. In contrast ?& ?ĂƉƉĞĂƌƐƚŽŽƉĞƌĂƚĞŽŶƚŚĞďĂƐŝƐŽĨƉƌŽǀŝĚŝŶŐĨŽŽĚ ?ĂŝĚ ? ?ǁŝƚŚĨŽŽĚ
parcels being issued both on an emergency basis without the requirement of a referral from another 
                                                          
9
 Indices of Multiple Deprivation Rank by Lower Super Output Area 2010. Source: 
https://maps.sheffield.gov.uk/LocalViewExt/Sites/IMD2010OverallRankGroups/  
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agency or professional, and - seemingly - without limit. It was explained that a management decision 
had been taken to  “ĚŝƐƚƌŝďƵƚĞƉĂƌĐĞůƐĂĐĐŽƌĚŝŶŐƚŽƚŚĞůĞŶŐƚŚŽĨŶĞĞĚŽĨƚŚĞƉĞƌƐŽŶ ? ? 
The case studies which follow present quite different experiences of the advice worker intervention. 
These are contingent upon a number of factors, not least in terms of expectations of the food bank 
volunteers and how it was imagined that the intervention would enhance the work currently being 
undertaken within each of the food banks. Consequently, there are  W I believe  W valuable learning 
points which could be considered in rolling the programme out more effectively in the future. 
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3.1 Food Bank 1 
Neither the food bank co-ordinator nor the volunteers who were interviewed for the purpose of the 
evaluation had anything but positive things to say about the integration of the advice worker 
intervention within their food bank service:  
  QǁĞǁĞƌĞĂůůǀĞƌǇƉůĞĂƐĞĚƚŽŚĞĂƌƚŚĂƚǁĂƐĐŽŵŝŶŐ ?ĂŶĚƐŝŶĐĞƐŚĞ ?ƐďĞĞŶŚĞƌĞ ?ƐŚĞ ?ƐŐŽƚ
more and more valuable to us. 
 / ?ŵǀĞƌǇƉŽƐŝƚŝǀĞĂďŽƵƚƚŚĞƌĞƐƵůƚƐŽĨŚĂǀŝŶŐŽŶƐŝƚĞĂŶĚ/ĐĂŶŽŶůǇƐĞĞ QI think she does 
an ace job talking to our folks Qas far as I can see, it has been nothing but beneficial to us as 
a food bank. ŶĚ/ ?ŵŵŽƌĞĐŽŶǀŝŶĐĞĚŶŽǁƚŚĂŶ I have ever been at any time in the past - and 
/ ?ǀĞŶŽƚĚŽƵďƚĞĚŝŶĂŶǇĐŝƌĐƵŵƐƚĂŶĐĞƐƚŚĂƚŽƵƌƐĞƌǀŝĐĞƐĂƌĞŶĞĞĚĞĚ - ďƵƚ/ ?ŵŵŽƌĞĐŽŶǀŝnced 
that the people who come to us are indeed in need. 
The co-ordinator reported that even prior to the introduction of the advice worker intervention at 
the food bank he had encouraged his volunteers to refer clients to CAB: 
 I am challenging my people to be asking [clients who were receiving their third voucher to 
make sure]  “ĂƌĞǇŽƵŽŶƚŚĞƌŝŐŚƚƐŽĐŝĂůƐĞƌǀŝĐĞĐŽŶƚĂĐƚƐ ?ƚŚĂƚǇŽƵ ?ǀĞŐŽƚƚŚĞďĞƐƚĚĞĂůƚŚĂƚ
you can do? ?ĂŶĚƚŚĞǁĂǇƚŚĂƚ/ ?ŵĞŶĐŽƵƌĂŐŝŶŐŵǇƉĞŽƉůĞŝƐƚŽƌĞĨĞƌƚŚĞŵƚŽ ? 
This was confirmed by the volunteers, one of whom spontaneously reported: 
 I must admit even prior to CAB being involved with us here, I used to send a lot clients down 
to London Road, to the CAB, because they cover a wide range of things, so it was the easiest 
way. If I had the answer I would give it them straight away but, if not, / ?ĚĚŝƌĞĐƚƚŚĞŵƐƚƌĂŝŐŚƚ
to CAB. 
Attendance at a meeting of Sheffield Food Bank Network underlined that food bank volunteers feel 
uncomfortable about refusing people food packages and having to make decisions about perceived 
 ?ŶĞĞĚ ? ?/ƚŝƐƉĞƌŚĂƉƐƚŚĞĐĂƐĞƚŚĂƚ W at least in the case of FB1  W having an advice worker on site 
enables its volunteers to transfer responsibility for making that judgement to someone else. The 
advice worker acknowledged how difficult it is making such decisions, but reported having 
ĚĞǀĞůŽƉĞĚĂ ?ƚŚƌĞĞ-ƐƚƌŝŬĞƐ ?ƉŽůŝĐǇŝŶŝƐƐƵŝŶŐĨŽŽĚďĂŶŬǀŽƵĐŚĞƌƐ ?dŚŝƐŝŶǀŽůǀĞĚissuing three vouchers 
(each for one food parcel) purely on the basis of low income (other ongoing issues are treated 
differently). For those on low income, she offers appointments to look at reducing their outgoing; for 
example, by reducing deductions from benefit or by making a debt advice appointment. If they fail 
to attend these appointments she will not issue any more than the basic three vouchers. 
 
3.1.1 Practicality 
Given that this food bank is located in an area that has no existing advice provision, the volunteers 
indicated that having the advice worker on site is: 
 FĂŶƚĂƐƚŝĐ ?ƐŚĞ ?ƐũƵƐƚŶĞǆƚĚŽŽƌ QIƚ ?ƐŚĂŶĚǇďĞĐĂƵƐĞƚŚĞǇĚŽŶ ?ƚŚĂǀĞƚŽŐŽtraipsing off 
anywhere... /ĐĂŶ ?ƚƚĞůůǇŽƵŚŽǁŐŽŽĚŝƚĨĞĞůƐƚŽďĞĂďůĞƚŽƐĞŶĚƚŚĞŵŶĞǆƚĚŽŽƌŝŶƐƚĞĂĚŽĨ
having to go traipsing acroƐƐƚŚĞĐŝƚǇ ?ŝƚ ?ƐƐŽŵƵĐŚďĞƚƚĞƌ ? 
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This was elaborated on by the co-ordinator, who suggested that  W in addition to its convenience - 
there were small, but direct material benefits for clients who usually did not have the money to 
spend on bus-fares in order to see an advice worker at a CAB office outside the area. 
 
Benefit: Reduced travel costs 
Iƚ ?ƐŶŽƚŽŶůǇĂŶĞĨĨŽƌƚ ?ďƵƚŝƚ ?ƐĐŽƐƚůǇďĞĐĂƵƐĞƚŚĞǇ ?ǀĞŐŽƚƚŽŐĞƚĨƌŽŵŚĞƌĞƚŽ,ĞĞůĞy, or Woodseats or 
ƚŽĂŶǇŽŶĞŽĨƚŚĞŽƚŚĞƌĂƌĞĂƐƚŚĂƚǁĞ ?ǀĞŐŽƚ ?dŚĂƚ ?ƐĂďƵƐ-ĨĂƌĞ ?/ĨƚŚĞǇ ?ǀĞŐŽƚĂĐŚŝůĚǁŝƚh them, 
ƚŚĂƚ ?Ɛ ? ? ? ? ?ĞĂĐŚǁĂǇ ?/ĨƚŚĞǇ ?ƌĞƵƐŝŶŐƚŚĞĨŽŽĚďĂŶŬƚŚĞǇ ?ƌĞŶŽƚŐŽŶŶĂŚĂǀĞ ? ? ? ? ? ?ƚŚĂƚ ?ƐƚŚĞĨŝƌƐƚ
thing. The second thing is that if you go into a CAB store at London Road or Heeley or wherever, you 
ǁĂŝƚ ?ǇŽƵƐĞĞƐŽŵĞŽŶĞĂŶĚǇŽƵŚĂǀĞĂŶĂƉƉŽŝŶƚŵĞŶƚďŽŽŬĞĚĂŶĚƚŚĞŶǇŽƵůĞĂǀĞĂŶĚǇŽƵ ?ǀĞŐŽƚƚŽ
come back. SŽĨŽƌƚŚĂƚŽŶĞƉƌŽďůĞŵǇŽƵ ?ǀĞŐŽƚƚŽŵĂŬĞĨŽƵƌďƵƐũŽƵƌŶĞǇƐ ?ǁŚĞƌĞĂƐŚĞƌĞ ?ƚŚĞǇƐĞĞ
someone Q ?ƚŚĂƚ ?Ɛ ?at least two bus journeys less to make as a result of CAB being here. Because 
ƚŚĞǇ ?ƌĞŽŶƐŝƚĞ ?ƚŚĞƌĞ ?ƐŵŽƌĞŽĨĂĐŚĂŶĐĞŽĨƚŚĞŵƐĂǇŝŶŐ “ǇĞƐ ?/ ?ůůĐŽŵĞ ? ?and indeed, the other day, 
one of our referrals actually dragged her friend in; she used the food bank, but her friend came direct 
ƚŽ ?ĂŶĚŝƚǁĂƐŶ ?ƚĂďŽƵƚ[getting] a food voucher. 
On her part, the advice worker acknowledged that bus-fares are  “ĂƌĞĂůŝƐƐƵĞ ?. Additionally, she 
pointed out that: 
 A lot of people who live in [the area] are not gonna leave there for weeks at a time and then 
the idea of coming down, I think people used to come down to Heeley when the advice centre 
was open there, but this iƐĂŶŽƚŚĞƌƐƚĞƉ ?/ƚŚŝŶŬǁŚĞŶǇŽƵ ?ƌĞŝŶƚŚĂƚŬŝŶĚŽĨƐƚĂƚĞĂŶĚǇŽƵ
ŚĂǀĞŶ ?ƚŐŽƚĂŶǇĨŽŽĚĂƐǁĞůů ?ƚŚĂƚ ?ƐǁŚĂƚǇŽƵ ?ƌĞƚƌǇŝŶŐƚŽƐŽƌƚŽƵt. 
Consequently, she acknowledged:  
 TŚĞƌĞ ?ƐƋƵŝƚĞĂĨĞǁƉĞŽƉůĞǁŚŽŵĂŶĂŐĞƚŽŵĂŬĞŝƚƚŽƚŚĞĨŽŽĚďĂŶŬǁŚŽǁŽƵůĚƐƚƌƵŐŐůĞƚŽ 
a) make an appointment; and b) get to it.  
One attempt to address the issue of improving the response rate for appointments has been to start  
 tacking appointments on to the beginning and the end of the session, which has worked a bit 
better in terms of people turning up (FB1, AW). 
 However, this has presented difficulties if the session has been particularly busy causing her to over-
run: 
 /ĚŽŶ ?ƚƌĞĂůůǇŬŶŽǁŝĨ/ ?ŵŐŽŶŶĂĨŝŶŝƐŚĂƚ ? ? ? ? ?ŝƚŵŝŐŚƌƵŶŽǀĞƌ, ĂŶĚƚŚĞŶŝĨ/ ?ǀĞƚŽůĚƐŽŵĞŽŶĞ
ƚŽĐŽŵĞĂƚ ? ? ? ?ƚŚĞŶƚŚĂƚ ?ƐŶŽƚďƌŝůůŝĂŶƚ ?ŶĚ/ĐĂŶ ?ƚƌĞĂůůǇŐŽĞĂƌůŝĞƌ than 12 because there 
ĂƌĞŶ ?ƚĨŽŽĚďĂŶŬ volunteers there. SŽ/ ?ŵƐƚŝůůƚƌǇŝŶŐƚŽǁŽƌŬŽƵƚǁŚĂƚƚŽĚŽĂďŽƵƚƚŚĂƚ. 
 
Suggestion 
A suggestion for improvement here might be that the space in which the food bank takes place 
could be open for at least one hour before and one hour after the food bank is officially open, 
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enabling the advice worker to see clients with appointments before and after the session, in addition 
to those dropping in during it.  
 
3.1.2 Partnership working 
The food bank co-ordinator indicated that he had initially been concerned that the advice worker 
would only issue food parcel vouchers  W ĨŽĐƵƐƐŝŶŐŽŶ ?ŚĂŶĚŽƵƚƐ ? ?ƌĂƚŚĞƌƚŚĂŶ ?ŚĂŶĚ-ƵƉƐ ? ?,owever 
he was pleased to learn that while  SƐhe does give out vouchers, she also gives out the advice 
service ?. This was confirmed by his volunteers, who asserted: 
 dŚĂƚ ?ƐŶŽƚŚĞƌƉƵƌƉŽƐĞŚĞƌĞ ?,er purpose here is to sort out any problems that they have with 
the system QũƵƐƚƐĞŶĚŝŶŐƚŚĞŵƚŚƌŽƵŐŚƚŽŐĞƚĂŶŽƚŚĞƌǀŽƵĐŚĞƌŝƐŶŽƚĂŐŽŽĚƌĞĨĞƌƌĂů. 
For all the volunteer staff, there is a strong emphasis on supporting clients to ask themselves: 
  “Is there anything that I can do to raise myƐĞůĨƵƉ ? ?YƵŝƚĞŽĨƚĞŶŝƚ ?ƐĂĐĂƐĞŽĨ “/ ?ŵĚŽǁŶĂƚ
ƚŚŝƐůĞǀĞůĂŶĚ/ ?ůůŶĞǀĞƌŐĞƚŽƵƚŽĨƚŚŝƐ ?/ ?ůůũƵƐƚƐƚĂǇƚŚĞƌĞĂŶĚĚŽŶ ?ƚƚŚŝŶŬĂďŽƵƚŝƚ ? ?ƵƚŝĨǁĞ
challenge them, with CAB ?ƐŚĞůƉ ?/ ?ŵƐĞĞŝŶŐƉĞŽƉůĞƚŚŝŶŬŝŶŐĂďŽƵƚƚŚĞŝƌůŝĨĞƐƚǇůĞĂŶĚƐĞĞŝŶŐŝĨ
they can make alterations.  
That the advice worker intervention is compatible with the ethos underpinning the work of the food 
bank is important to the volunteers, and it is clear that the food bank and CAB are working toward 
offering Ă ?ũŽŝŶĞĚ-ƵƉ ?ƐĞƌǀŝĐĞĂŝŵĞĚĂƚŝŵƉƌŽǀŝŶŐĐůŝĞŶƚƐ ?ĐŝƌĐƵŵƐƚĂŶĐĞƐĂŶĚƚŚĞŝƌĐĂƉĂĐŝƚǇƚŽůŝĨƚ
themselves out of food poverty. That this is possible has emerged from a process of ongoing 
dialogue between the advice worker and food bank volunteers. The advice worker reflected: 
 I do think that the shared understanding of what I am there for is still being built up  W partly 
through talking about what they could refer on to me, and partly the issue about being a 
gate-ŬĞĞƉĞƌĨŽƌǁŚŽŐĞƚƐĂǀŽƵĐŚĞƌǁŚŝĐŚ/ ?ŵtrying to get clear and simple. 
 
Suggestion 
To facilitate a joined-up approach, it is important that advice workers introducing the intervention to 
a food bank should also spend some orientation time with the host service, enabling them to see 
how the service operates and why, and to facilitate a dialogue about how the two services can best 
be integrated around clear, shared objectives. Indeed, the advice worker at FB1 noted that: 
 “I feel that, it would have been more sensible, in retrospect, to have just sat there for one week 
before I started to just see what happened ?ďĞĐĂƵƐĞ/ĚŽŶ ?ƚƚŚŝŶŬƚŚĞǇŬŶĞǁǀĞƌǇŵƵĐŚĂďŽƵƚǁŚĂƚ/
ĚŝĚ ?ĂŶĚ/ĚŝĚŶ ?ƚŬŶŽǁŵƵĐŚĂďŽƵƚǁŚĂƚƚŚĞǇĚŝĚ ?. 
 
3.1.3 Ǯǯ 
Although the volunteers are aware that the service is confidential and that the advice worker is, 
therefore, unable to discuss cases with them, they acknowledged that on the odd occasion, she has 
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said  “ ?zĞƐ ?/ ?ǀĞŚĂĚƐŽŵĞŐŽŽĚƌĞĨĞƌƌĂůƐƚŽĚĂǇĂŶĚ/ ?ǀĞ ?/ ŵŚĂƉƉǇ/ ?ǀĞďĞĞŶĂďůĞƚŽŚĞůƉƐŽŵĞŽĨ
them ? ?; beyond this, they were unlikely to know about the outcome of any support provided.  
The advice worker herself acknowledged the challenges of assessing whether or not the intervention 
ǁĂƐƐƵĐĐĞƐƐĨƵůŝŶŝŵƉƌŽǀŝŶŐĐůŝĞŶƚƐ ?ĐŝƌĐƵŵƐƚĂŶĐĞƐ ?ƐƵŐŐĞƐƚŝŶŐƚŚĂƚ P 
 /ŶĂǁĂǇ ?/ƐƵƉƉŽƐĞƚŚĞǇŵĞĂƐƵƌĞŝƚŝŶƚĞƌŵƐŽĨǁŚĞƚŚĞƌƚŚĞƉĞƌƐŽŶĚŽĞƐŶ ?ƚĐŽŵĞďĂĐŬ ?ƚŚĞǇ
see them in the street and they say  “/ ?ŵŶŽƚĐŽŵŝŶŐďĂĐŬĂŶǇŵŽƌĞ ?. The way I would try, I 
would say to someone:  “dhis is what should happen; ŝĨŝƚĚŽĞƐŶ ?ƚŚĂƉƉĞŶĐŽŵe back to me ? ? 
ĂŶĚƚŚĞǇ ?/ĚŽŶ ?ƚŬŶŽǁǁŚĞƚŚĞƌƚŚĞǇĐŽŵĞďĂĐŬ ? ?ŝĨ ƚŚĞǇĚŽŶ ?ƚ ?I kind of half assume it has. 
She gave the following example: 
 ?^ƵĐĐĞƐƐ ?story: advice worker perspective  ?ƐĞĞ:ĂŵŝĞ ?ƐƐƚŽƌǇ ?Ɖ. 23-24) 
 “There was a guy who came, whose partner had walked out. HĞŚĂĚŶ ?ƚŐŽƚĂŶǇŵŽŶĞǇĂŶĚŚĞ ?ĚŐŽƚ
two kids, so he came back to me maybe two, three times and it was virtually sorted out, but I said to 
Śŝŵ ? “/f the tax creditƐĚŽŶ ?ƚŐĞƚƐŽƌƚĞĚŝŶƚŚĞŶĞǆƚƚǁŽ ǁĞĞŬƐĐŽŵĞďĂĐŬƚŽŵĞ ?. I gave him my 
numbeƌ ?ĂŶĚ/ŬŝŶĚŽĨƚŚŝŶŬƚŚĂƚŝĨŚĞŚĂĚŶ ?ƚŐŽƚƐŽƌƚĞĚŚĞǁŽƵůĚŚĂǀĞƌƵŶŐŵĞďĞĐĂƵƐĞŚĞ ?ĚĐŽŵĞ
ďĂĐŬƚŽŵĞĂůƌĞĂĚǇ Q/ŐĂǀĞŚŝŵƚŚĞĨŽƌŵĂŶĚƚŽůĚŚŝŵǁŚĂƚƚŽĚŽ, and told him some other things 
that he could be doing in the meantime. It was fairly easy stuff; it would be done within a couple of 
weeks. A lot of it is much more long term than that ?. 
When asked if he had seen any improvement in the lives of people using the advice worker 
intervention, the co-ordinator responded:  “ŵŽƐƚĞŵƉŚĂƚŝĐĂůůǇ ?ǇĞƐǁĞŚĂǀĞ ? ?providing some 
examples, not all of which directly related to benefit. 
 
 ?^ƵĐĐĞƐƐ ?ƐƚŽƌŝĞƐ: co-ordinator perspective 
 “dŚĞƌĞ ?ƐďĞĞŶƚwo or three instances where AW ?s been involved and the folks have been given a 
voucher and received help at the same time. I ƚŚŝŶŬƚŚĞƌĞ ?ƐŽŶůǇďĞĞŶƚǁŽŝŶƐƚĂŶĐĞƐǁŚĞƌĞƚŚĞǇ ?ǀĞ
not had a voucher but received help so far QAnother young fella who came in from ASSIST, he was 
helped to appeal against asylum failure. CAB helped him to begin the process of appeal ?ĂŶĚǁĞ ?ǀĞ
not seen him since. That was in the very early days, 6 or 7 weeks ago. 
 “KŶĞǇŽƵŶŐůĂĚǇǁĂƐĂĐƚƵĂůůǇƌĞĨĞƌƌĞĚƚŽŚĞƌĚŽĐƚŽƌďĞĐĂƵƐĞƐŚĞ ?ƐŐŽƚĂĚƌŝŶŬƉƌŽďůĞŵĂŶĚĂĚƌƵŐƐ
problem. We told her this, but because she went to CAB as well, that was reinforced and she was 
told:  “If you do this and talk to your doctor as well, ǇŽƵ ?ůůŚĂǀĞƚǁŽŽƌƚŚƌĞĞůŝƚƚůĞĨƵŶĐƚŝŽŶƐƚŚĂƚĂƌĞ
ĐŽŵŝŶŐƚŽŚĞůƉǇŽƵƚŽŐĞƚŚĞƌ ? ?^ŚĞĚŝĚŐŽƚŽŚĞƌĚŽĐƚŽƌ ?ƐŚĞĚŝĚĐŽŵĞďĂĐŬƚŚĞǁĞĞŬĂĨƚĞƌ, ďƵƚƐŚĞ ?Ɛ
not been back since and that was three weeks ago. So, something medical that AW was able to help 
with as well as something practical through CAB functions ?  
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3.2 Food Bank 2 
Food Bank 2 (FB2) was established in October 2014, meeting the needs of a large geographical area 
which is ranked in the top 5 per cent in the Indices of Multiple Deprivation. It is now the second 
provider of emergency food parcels within that postcode. As an independent food bank, FB2 does 
not have the kind of established administrative framework or institutional support structure that 
ĐŽŵĞƐǁŝƚŚĂĨĨŝůŝĂƚŝŽŶƚŽĂŶ ?ƵŵďƌĞůůĂ ?ŽƌŐĂŶŝƐĂƚŝŽŶ ?ƐƵĐŚĂƐƚŚĞdƌƵƐƐĞůůdƌƵƐƚ ?ŽŶƐĞƋƵĞŶƚůǇ ?ŝŶ
addition to establishing the profile of the food bank with retailers, potential donators and within the 
wider food bank network in Sheffield, the organŝƐĞƌƐŚĂǀĞďĞĞŶƐĞƚƚŝŶŐƵƉƚŚĞƐĞƌǀŝĐĞĨƌŽŵ ?ƐĐƌĂƚĐŚ ? ?
developing their own framework for distributing food to individuals experiencing food poverty, along 
with methods of delivery and systems of monitoring and administration. This has been complicated 
by the decision to make the service available to clients on three afternoons a week, each session 
being staffed by different teams of  ?volunteers ? ?ƐŽŵĞŽĨǁŚŽŵĂƌĞĂĐƚƵĂůůǇĐŽŶƚƌŝďƵƚŝŶŐƚŝŵĞƚŽƚŚĞ
food bank as part of their paid employment for one of the agencies represented on its ? management 
board. Note that the advice worker attends the Wednesday session only. 
At the time of data collection, the Friday session  W which had consistently been the busiest over the 
previous month - was in a state of flux following a turnover of volunteer staff. The co-ordinator was 
in the process of replacing the team with a new intake of volunteers, and was training one individual 
(during the Wednesday session) to lead this team.  
One of the principal challenges in evaluating the efficacy of the advice worker intervention at FB2 is 
the very newness of the food bank itself along with the fact that the service had, until recently, been 
run by three different teams, each with different approaches and agendas. Indeed, it was 
acknowledged: 
 Given that [FB is open] on three days, you have people that want to do their own thing rather 
ƚŚĂŶǁŚĂƚ ?ƐƐƵƉƉŽƐĞĚƚŽďĞŽƵƌŵŽĚĞůŽĨƉƌĂĐƚŝĐĞ ? 
In addition to concerns about sustainability, funding and a constant supply of donations, there are 
issues regarding consistency  W for example in relation to how decisions are made about issuing food 
parcels - across the teams and the mechanisms in place to monitor the basis on which such decisions 
are made. Consequently, because they were aware of issues that needed resolving within the food 
bank service itself, some respondents tended to conflate this with the advice worker intervention 
when asked to comment on how well the latter was integrating with the existing work of the food 
bank. To some degree the issues are inseparable, and until issues are resolved concerning the 
operational consistency of the food bank  W in addition to having a more stable volunteer base  W 
properly embedding the advice worker intervention evenly across the days it is open to the public 
will remain a work in progress.  
3.2.1 Partnership working: unclear aims and objectives 
Under these circumstances, it was perhaps not surprising that volunteers reported varying levels of 
awareness regarding the advice worker intervention and, consequently, stronger criticisms were 
made of the intervention at FB2.  Speaking to people who volunteered on those days when the 
advice worker was not present, there was the suggestion that one of the principal problems in 
incorporating the intervention within the work of the food bank has been the absence of: 
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  QĐůĞĂƌĂŝŵƐĂŶĚŽďũĞĐƚŝǀĞƐĂďŽƵƚŚŽǁƚŚĞĨŽŽĚďĂŶŬƐĂŶĚƚŚĞǁĞƌĞǁŽƌŬŝŶŐƚŽŐĞƚŚĞƌ Q/
was really excited about getting the CAB worker and was then thinking  “ǁĞůůǁŚĞƌĞ ?ƐƚŚŝƐ
ǁŽŶĚĞƌĨƵůĞǆƉĞƌŝĞŶĐĞ ? ?/ƚŚŝŶŬǁĞ ?ƌĞŵŽǀŝŶŐƚŽǁĂƌĚŝƚŶŽǁ Q But /ĚŽŶ ?ƚƚŚŝŶŬƚŚĞthad 
clear idea of what he was doing. 
This view was echoed by another volunteer who reflected:   
 /ƚŚĂƐƐƚƌƵĐŬŵĞƚŚĂƚƚŚĞŝƚŝǌĞŶ ?ƐĚǀŝĐĞďŝƚĚŽĞƐŶ ?ƚappear to have a clear objective, so it 
might have an objective of income maximisation:  “ůĞƚ ?ƐŵĂŬĞƐƵƌĞƚŚĂƚƉĞŽƉůĞǁŚŽĂƌĞ
attending the food bank have got the maximum income that they can get ? ? That would be an 
objective that the advice worker could work round and would then give a slightly broader 
remit, for instance, being in touch with other support workers to find out whether something 
ŚĂƐďĞĞŶĞǆƉůŽƌĞĚ ?/ ?ŵŶŽƚƐĞĞŝŶŐƚŚĂƚĨŽĐƵƐ QŝĨǇŽƵŚĂǀĞĂŶŽďũĞĐƚŝǀĞ QǇŽƵĐĂŶƐƚĂƌƚ
deploying the most appropriate resources.  
From speaking with the volunteers I was left with a sense of ambivalence concerning how the each 
of the relevant parties viewed the role of the advice worker. One indicated that there were 
guidelines regarding referring clients who had been coming to the food bank for eight weeks or 
more, while another suggested that the advice worker helped manage those circumstances when: 
  QƉĞŽƉůĞĐŽŵĞǁŝƚŚŽƵƚĂƌĞĨĞƌƌĂůĂƚĂůů ?ĂŶĚƐŽŝĨt ?ƐŚĞƌĞŽŶĂtĞĚŶĞƐĚĂǇŚĞĐĂŶƉƌŽĚƵĐĞ
ŽŶĞŝĨŝƚ ?ƐĂƉƉƌŽƉƌŝĂƚĞ ?/ĐĂŶpush them over to him and he can make that judgement call. 
Yet another volunteer reported that, having spoken with the advice worker, they understood: 
 That his remit is that if people are coming more than the usual number of times, he 
investigates to find out why they are short and finds out where it would be appropriate for 
ƚŚĞŵƚŽƚƵƌŶĨŽƌƐĞĞŬŝŶŐƚŚĞƐŽƌƚŽĨďĞŶĞĨŝƚƐƚŚĞǇ ?ƌĞŶŽƚŐĞƚƚŝŶŐ ?ŽƌƚŚĞƌĞĂƐŽŶƐǁŚǇƚŚĞǇ ?ƌĞ
short. 
 
3.2.1 Referrals  
It was reported that the advice worker had requested that he had wanted things to be  “ƐůŽǁĨŽƌƚŚĞ
ĨŝƌƐƚĨĞǁǁĞĞŬƐ QƚŽƐĞƚƚůĞŝŶ ?, and it is perhaps the case that this time was utilised by the advice 
worker to develop a sense of how CAB could contribute to the work of the food bank. While it is 
possible that this was viewed as a kind of orientation period (as was suggested in the case of FB1), 
there was an expectation  W by the food bank volunteers  W ƚŚĂƚƚŚĞĂĚǀŝĐĞǁŽƌŬĞƌǁŽƵůĚ ?ŚŝƚƚŚĞ
ŐƌŽƵŶĚƌƵŶŶŝŶŐ ? ?dhe timing of this evaluation was, consequently, considered unfortunate because it 
ǁĂƐĨĞůƚƚŽďĞƚŽŽƐŽŽŶŝŶǀŝĞǁŽĨƚŚĞ ?ƚĞĞƚŚŝŶŐƉƌŽďůĞŵƐ ?ĞŶĐŽƵŶƚĞƌĞĚŝŶĨŝŶĚŝŶŐƚŚĞďĞƐƚŵĞƚŚŽĚŽĨ
working. It should be noted that  W during the data collection period  W much progress was reported in 
moving things forward, particularly in the context of the low number of referrals the advice worker 
had been receiving.  
Despite being the day which experienced the lowest turnover of clients, the advice worker reported 
having been asked by the food bank co-ordinator to fit into the Wednesday session, leading to few 
referrals being made to the CAB service: 
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 / ?ŵŽŶůǇƐĞĞŝŶŐtĞĚŶĞƐĚĂǇƉĞŽƉůĞ ?ƐŽǁĞ ?ƌĞŶŽƚƐĞĞŝŶŐƚŚĞĨƵůůĐĂƚĐŚŵĞŶƚ (FB2, AW). 
One team leader also acknowledged that the intervention had been limited by the advice worker 
only being present at the Wednesday session. There was additional confusion  W on the part of the 
advice worker, regarding how food parcels where issued. He was under the impression that clients 
could only attend on the day they had been set and that there was no way of moving to the 
Wednesday session. One of the volunteers attempted to provide clarification on this, but was 
subsequently contradicted by another volunteer ǁŚŽĞǆƉůĂŝŶĞĚƚŚĂƚƚŚĞǇŚĂĚĂƚƚĞŵƉƚĞĚƚŽ ?ĂƐƐŝŐŶ ?
clients to particular sessions to ensure a more even spread across each day.  
Both volunteers and the advice worker reported that measures were being developed to ensure that 
volunteer staff at the Monday and Friday food bank sessions are able to refer clients whom they 
believe would benefit from seeing the advice worker. There is a mechanism in place across all the 
participating food banks for volunteers to email/telephone CAB with details of a client, enabling an 
appointment to be made for them, either at the food bank or elsewhere. The advice worker 
elaborated on this indicating that he could contact the client by telephone to identify the problem 
before making an appointment. However, having spent some time chatting with clients, I became 
aware that many do not have access to a telephone, rendering this method of contact ineffective in 
such circumstances. My concerns were reinforced by the co-ordinator. 
One of the team leaders also indicated that 48-ŚŽƵƌ ? ?ĞŵĞƌŐĞŶĐǇ ?ƉĂƌĐĞůƐ could be issued to Monday 
and Friday clients in need of an advice worker referral to facilitate their return on the Wednesday, 
but asserted that rather than: 
   Qdragging the client in another daǇ Q/think it would work better if we could have him 
Mondays and Friday. 
ůƚŚŽƵŐŚŝƚŝƐŶŽƚĂƌĞĂůŝƐƚŝĐĞǆƉĞĐƚĂƚŝŽŶŐŝǀĞŶƚŚĞŶĞĞĚƚŽĚĞƉůŽǇƌĞƐŽƵƌĐĞƐĂĐƌŽƐƐƚŚĞĐŝƚǇ ?ƐĨŽŽĚ
banks, this view was echoed by other volunteers who worked on Mondays and/or Fridays, at least 
one of whom had only recently learned about the advice worker intervention. While expressing 
confidence in referring clients to the advice worker, one of the Monday volunteers acknowledged 
that they have no way of knowing what the outcome of that action would be: 
 /ƚ ?ƐĂďŝƚŽĨĂďůĂĐŬ-ŚŽůĞďĞĐĂƵƐĞ/ ?ǀĞŶĞǀĞƌĂĐƚƵĂůůǇŵĞƚt ?/ĚŽƌĞĨĞƌƉĞŽƉůĞǁŚĞŶŝƚƐĞĞŵƐ
appropriate  W / ?ǀĞƐĞĞŶƚŚĞŐƵŝĚĞůŝŶĞƐĂďŽƵƚƉĞŽƉůĞĐŽŵŝŶŐŽǀĞƌĞŝŐŚƚǁĞĞŬƐ ?ĨŽƌĞǆĂŵƉůĞ WI 
put a note on thaƚĐůŝĞŶƚ ?ƐĨŝůĞĂŶĚ/ĐĂŶĂƐŬƚŚĞŵƚŽƌŝŶŐtŽƌƚƵƌŶƵƉŽŶĂtĞĚŶĞƐĚĂǇ ?ďƵƚ
I have no idea what happens after that. 
Having spoken with the advice worker, it would appear that the circumstances in which volunteers 
referred clients to him was also an area in which there was an absence of clarity. While the 
volunteer  W above  W mentioned guidelines regarding clients who had been attending for eight weeks 
or more, the advice worker was under the impression that  W at present  W volunteers tended to refer 
clients to him who were approaching the end of their food bank referral, which covers them for four 
food packages; he would then issue another, which would qualify them for a further four, at which 
point  W he imagined - the volunteers might say:  “ “Go and see AW, he might award you another 
ƌĞĨĞƌƌĂů ? ?. This, he felt was too many  W particularly in view of concerns regarding low stock. He 
suggested that: 
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 /ĚŽŶ ?ƚǁĂŶƚƚŽƚƌĞĂĚ ŽŶĂŶǇďŽĚǇ ?ƐƚŽĞƐ ?ďƵƚ/ƚŚŝŶŬ Q if they cut it to two [packages], we 
might find out what is ǁƌŽŶŐǁŝƚŚƐŽŵĞďŽĚǇ ?/ ?ŵŶŽƚƐĂǇŝŶŐƚŚĞǇĐĂŶ ?ƚŚĂǀĞĂŶŽƚŚĞƌŽŶĞ ?
ďƵƚĐƵƚ ?ĞŵŽĨĨ after two and not four (FB1, AW). 
 
Example: Poor referral process 
As an example of the way in which this operated, I overheard discussions between the volunteer 
staff and the advice worker regarding one client who had  W following a succession of sanctions - just 
received their seventeenth food parcel and had only just been referred to the advice worker. The 
client had just been told that they were to be moved onto fortnightly, rather than weekly, parcels, 
reportedly prompting them to respond:  “/ŵĂǇĂƐǁĞůůŶŽƚůŝǀĞƚŚĞŶ ? ? One of the volunteers was 
concerned that the client now posed a suicide risk. While the advice worker was going to look into 
what he could do to help the client, the current situation may have been averted had a referral been 
made to the advice worker sooner.  
3.2.2 Moving forward 
The food bank receives referrals from a diverse range of other agencies, including medical 
professionals, drug and alcohol support workers, social workers, probation workers, housing, 
ƐĐŚŽŽůƐ ?ĐŚƵƌĐŚĞƐ ?ĐŚŝůĚƌĞŶ ?ƐŽƌŐĂŶŝƐĂƚŝŽŶƐ ?ĐŚĂƌŝƚŝĞƐ ?ǁŽŵĞŶ ?ƐƌĞĨƵŐĞƐĞƚĐ ?dŚĞadvice worker 
expressed an interest in seeing clients who had been referred by representatives from these 
agencies, particularly those where the professional completing the document had failed to specify a 
reason for the referral. This might be listed as a sanction, benefit delay, debt, homelessness, ill-
health etc. [see Appendix A]. He explained: 
 I want to get a picture of ŽŶĞƐƚŚĂƚĂƌĞŶ ?ƚĐŽŵŝŶŐĨƌŽŵĂŶĂĚǀŝĐĞĐĞŶƚƌĞ QdŚĞŽŶĞƐ/ƚŚŝŶŬ/
ŶĞĞĚƚŽƐĞĞ ?ĂŶĚ/ ?ŵ only there for two houƌƐ ?/ ?ŵƚĞŵƉƚĞĚƚŽŐŽƵƉĞĂƌůǇĂŶĚŐŽƚŚƌŽƵŐŚƚŚĞ
ĨŝůĞĂŶĚƐĞĞǁŚĂƚ ?ƐŽŶƚŚĞƌĞĨĞƌƌĂůƐĂŶĚƐĂǇ “I want to see that one ?, because if they come in 
froŵĂƐƵƉƉŽƌƚǁŽƌŬĞƌ ?/ǁĂŶƚƚŽŬŶŽǁǁŚĂƚƐƵƉƉŽƌƚƚŚĞǇ ?ƌĞŐĞƚƚŝŶŐ ?ƌĞƚŚĞǇƐƵƉƉŽƌƚŝŶŐ
them, but not supporting them where I could support them? (FB1, AW) 
During his next session at the food bank, the advice worker was observed going through the client 
files held by the food bank, marking them for his attention so that volunteers  W particularly on 
Mondays and Fridays - would know to refer the client to him when they next attend the food bank. 
By the following session, he reported that he had managed to go through three-quarters of the files 
and volunteers at the Monday session acknowledged their awareness of this shift having taken 
place.  
A further development before the end of the data collection period has been an attempt, by the 
food bank co-ordinator, to set up a triage system. This involved relocating the advice worker to a 
more central location off the main entrance, setting up a waiting area outside the room and then 
diverting appropriate clients to the advice worker before seeing volunteer staff about their food 
parcel. This measure had been taken because  “ƉĞŽƉůĞĐŽƵůĚŶ ?ƚďĞďŽƚŚĞƌĞĚƚŽǁĂŝƚƚŽƐĞĞtĂĨƚĞƌ
ƌĞĐĞŝǀŝŶŐƚŚĞŝƌĨŽŽĚƉĂƌĐĞů ? ? It was reported, by both the co-ordinator and the advice worker, that 
this system appeared to work better. 
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While it was widely acknowledged, by volunteers, that it was too soon to assess the impact that the 
ĂĚǀŝĐĞǁŽƌŬĞƌŝŶƚĞƌǀĞŶƚŝŽŶŚĂƐŚĂĚŽŶĐůŝĞŶƚƐ ?ůŝǀĞƐ ?ƚŚĞĐŽ-ordinator did mention the case of one 
individual who was reported as saying: 
  “/ ?ǀĞďĞĞŶƐĞĞŝŶŐtĂŶĚŝƚ ?ƐƐŽƌƚĞĚ ?ŝƚ ?ƐƌĞĂůůǇŐŽŽĚ ? ?/ƚŚŝŶŬƚŚĞǇĨĞůƚƌĞĂůůǇƉůĞĂƐĞĚƚŚĂƚ
someone was bothering with them. 
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4.1 Volunteer perceptions 
At the time of data collection, of the two sites, only FB2 had received CAB training regarding the 
advice worker intervention
10
; this had taken place before the advice worker started to attend the 
Wednesday food bank session. Having spoken with one group of volunteers, I was left with a poor 
understanding of what had transpired in the session and how it related to the objectives outlined in 
the Big Lottery proposal; namely to equip volunteers with the knowledge, confidence and skills for 
ƵŶĚĞƌƚĂŬŝŶŐĐůŝĞŶƚĂƐƐĞƐƐŵĞŶƚƐďĂƐĞĚŽŶ ?ƚŚĞƚƌŝĂŐĞĞŵƉŽǁĞƌŵĞŶƚŵŽĚĞůŽĨŝĚĞŶƚŝĨǇŝŶŐŝŵŵĞĚŝĂƚĞ
ĂŶĚƵƌŐĞŶƚŶĞĞĚƐ ? ?
Members of one group of volunteers indicated that the training made them aware of the potential 
value of the intervention; for example: 
  QǁŚĞƌĞƐŝƚƐǁŝƚŚŝŶŝƚĂůůĂŶĚŚŽǁŝƚƚŝĞƐŝŶǁŝƚŚƵƐ ?ďƵƚĂůƐŽƵŶĚĞƌƐƚĂŶĚŝŶŐǁŚĂƚ ?ŚŽǁƚŚĞ
system works with people that are sanctioned or claiming benefits, so it helped us a bit more 
with that. 
  QƐ/ƵŶĚĞƌƐƚĂŶĚŝƚ ?ŽŶĞŽĨŚŝƐƐŬŝůůƐŝƐƚŽŵĂŬĞƐƵƌĞƚŚĂƚƚŚĂƚƉĞƌƐŽŶŝƐĂǁĂƌĞŽĨĂŶĚĐůĂŝŵŝŶŐ
anything ĞůƐĞƚŚĞǇ ?ƌĞĞŶƚŝƚůĞĚƚŽ ?ƐŽprovides another safety net. 
One even spoke of how it had encouraged them to think about how the food bank itself could be 
developed to provide a more enhanced service. However, other volunteers were more critical in 
their evaluation of the training received. For example, one individual expressed the view that it had 
been a generic  “lecture ? and not particularly appropriate for food bank volunteers. The following 
comments point toward a perceived lack of relevance: 
 ǀĞƌǇŽŶĞ/ ?ǀĞƐƉŽŬĞŶƚŽƐĂŝĚƚŚĞǇĨŽƵŶĚŝƚŝŶƚĞƌĞƐƚŝŶŐďƵƚƚŚĞǇĚŝĚŶ ?ƚĨŝŶĚŝƚƉĂƌƚŝĐƵůĂƌůǇ
ƉĞƌƚŝŶĞŶƚ ?/ĚŽŶ ?ƚƚŚŝŶŬŝƚǁĂƐǁŚĂƚǁĞŶĞĞĚĞĚĂƚƚŚŝƐƐƚĂŐĞ ? 
 Really, it was irrelevant mostly for the volunteers here QŝƚŝŶǀŽlved reading lists of who gets 
what benefit. That was it.  
 I was horrified [by what other volunteers brought back]. 
The co-ordinator had expected that the training would prepare her volunteers to be able to 
undertake the kind of triage exercise that she had implemented during the last session which the 
advice worker had attended. This would give her confidence in knowing that: 
  QƚŚĞƉĞŽƉůĞǁŚŽĂƌĞŝŶƚĞƌǀŝĞǁŝŶŐŬŶŽǁŚŽǁƚŽƚƌŝĂŐĞ ?/ ?ŵŽĨƚĞŶĐĂůůĞĚĂŶĚĂƐŬĞĚ “What do 
ǁĞĚŽŚĞƌĞ ? ?ďĞĐĂƵƐĞƚŚĞǇ ?ƌĞŶŽƚĐŽŶĨŝĚĞŶt. 
 
                                                          
10
 A first group of volunteers at FB1 were scheduled to receive the training on 30 July. 
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Volunteer suggestions 
Some volunteers highlighted what they perceived to be the most important areas that the training 
ought to address in enabling them to provide better support to their clients. These included: 
 “/ƚŚŝŶŬǁŚĂƚŽƵŐŚƚƚŽďĞƚŚŝŶŬŝŶŐŝƐƚŚĞƌĞ ?ƐƐŽŵĞŽŶĞƐŝƚƚŝŶŐŝŶƚŚĞĨŽŽĚďĂŶŬĂƐĂŶŝŶƚĞƌǀŝĞǁĞƌ ?
ǁŚĂƚĂƌĞƚŚĞƉĞƌƚŝŶĞŶƚƚŚŝŶŐƐƚŚĂƚƚŚĞǇƐŚŽƵůĚďĞĂƐŬŝŶŐĂĐůŝĞŶƚ ? “ƌĞǇŽƵŐĞƚƚŝŶŐƚŚĞ,ĂƌĚƐŚŝƉ
Allowance? This is what it means and how you apply for it. Let me make you an appointment to see 
tĂŶĚůĞƚ ?ƐŐĞƚƚŚĂƚƐŽƌƚĞĚ ? ? ? 
 “What you would expect is what is called a Gateway Assessment, concentrating first and foremost on 
risk; to do a quick and dirty risk assessment of the client to be able to address where I next send that 
client. Is it just a food parcel or does it require more emergency action [as in the case of impending 
eviction]? zŽƵĚŽŶ ?ƚŶĞĞĚĂŶŽǀĞƌĂůůŬŶŽǁůĞĚŐĞŽĨƚŚĞďĞŶĞĨŝƚƐƐǇƐƚĞŵŝŶŽƌĚĞƌƚŽĚŽƚŚĂƚ ?. 
4.2 Observation 
I attended the training session delivered to volunteers at FB1 on 30 July. Although 12 people had 
indicated that they would be free on the agreed date, on the day, only four attended. Among these 
participants, feedback indicated that they found the session:  “ŝŶƚĞƌĞƐƚŝŶŐ ? ? “ŝůůƵŵŝŶĂƚŝŶŐ ? ?
 “ĞŶůŝŐŚƚĞŶŝŶŐ ?, but also  “/ ?ůůŶĞĞĚƚŽƐƚƵĚǇƚŚŝƐ [handout] ?. 
The session  W approximately two hours in duration  W was densely packed with information and, 
because the content invited interaction from participants, the facilitator only managed to get 
through one of the three key areas that he had proposed to cover: Welfare benefits. This meant that 
the issues of Debt and Homelessness have had to be deferred to a second session, hopefully with a 
larger group of attendees.  
Having sat in on some client interviews at both food banks, I concur with the with those FB2 
volunteers who suggested that while the session had been interesting, they nonetheless questioned 
ŝƚƐ ?ƉĞƌƚŝŶĞŶĐĞƚŽƚŚŽƐĞŽĨƚŚĞŵǁŚŽŚĂĚĚŝƌĞĐƚĐŽŶƚĂĐƚǁŝƚŚĐůŝĞŶƚƐ. Indeed, the level of information 
provided regarding the range of benefits available is unnecessary for individuals who have the task 
ŽĨĂƐƐĞƐƐŝŶŐƚŚĞƵƌŐĞŶĐǇŽĨĂĐůŝĞŶƚƐ ?ƉƌŽďůĞŵ ?ƚŚĞƌŝƐŬƚŽƚŚĞĐůŝĞŶƚ ?ĂŶĚŽƚŚĞƌƐ ? ?ǁĞůů-being, and 
what the consequences of delayed action might be. 
In terms of the handouts, while the first page  W which corresponds with the introductory part of the 
session  W is very useful in setting the scene, the remainder is not particularly relevant to the task of 
volunteers have. The material is quite complex and perhaps a more relevant to guide to advice 
workers. 
Given that, once established, advice workers are likely to become very busy, it is important that 
volunteers know how to refer clients appropriately, namely those who need to see the advice 
worker as a matter of urgency; for example, because there is a time-limit on responding to the issue, 
as in the case of an eviction notice or mandatory reconsiderations. 
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Suggestion 
On reflection, the training may prove more useful if it focuses on the actual activities of volunteers 
who have direct contact with clients, either as front-of-house gatekeepers, or in completing the food 
parcel form. It is worth considering using either vignettes or role play as learning tools. Via either 
method, volunteers could present (or be presented with) ǀĂƌŝŽƵƐƐĐĞŶĂƌŝŽƐŝŶǀŽůǀŝŶŐ ?ƚǇƉŝĐĂů ?ĐĂƐĞƐ ?
as well as other clients which present perhaps more complex problems, and explore how these cases 
could be appropriately responded to by referral to the on-site advice worker.  
I also overheard the co-ordinator  W who was absent during the session  W later asking one of the 
attendees if she would be able to convert what she had learned from the session into a set of notes 
which ĞĂĐŚǀŽůƵŶƚĞĞƌĐŽƵůĚŚĂǀĞĂƚƚŚĞŝƌĚĞƐŬǁŚĞŶĚĞĂůŝŶŐǁŝƚŚĂĐůŝĞŶƚ ?ůƚŚŽƵŐŚ/ĚŽŶ ?ƚƚŚŝŶŬŝƚ
would be possible to do that with the information delivered during the session I observed, it is 
perhaps worth drawing up a crib-sheet to be distributed at the training session. This could include a 
flowchart of potential scenarios, questions and actions which provide clear guidance for volunteers 
identifying clients who would benefit from an urgent referral to the advice worker. 
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Of course, the most important test of the efficacy of an intervention is the difference it has made to 
the lives of service users. While it was widely acknowledged - by both volunteers and advice workers 
at each of the food banks  W that achieving a resolution to a clŝĞŶƚ ?ƐƉƌŽďůĞŵƐŝƐŽĨƚĞŶĂůŽŶŐ-term 
process and that many of their cases were ongoing, I did have the opportunity to speak with some 
clients, either opportunistically at the food bank, or by agreement over the telephone. While still 
immersed in difficult and challenging situations, they each spoke positively about their experience of 
the advice worker intervention. Here are their stories. 
Frank
11
  
While waiting for a food parcel, Frank was asked - opportunistically  W about his experience of seeing 
the advice worker while at FB1. He had just seen her for the second time. Frank reported that he 
was currently unable able to work due to muscular-skeletal injury. The first dated back to last year, 
resulting in surgery with an anticipated 12 month recovery period; the second was more recent. The 
details provided by Frank are somewhat sketchy; however, he indicated that he had been passed as 
fit to work approximately eight months after his operation. This decision was based upon his 
capacity to make it to the hospital  W via bus  W for the appointment and his benefit had subsequently 
been stopped. Following this, he had incurred another injury which, he was told, also had a long 
recovery time. Frank expressed dismay as  “/ŶĞĞĚƚŽŐĞƚďĂĐŬƚŽǁŽƌŬ ?. When asked about his 
experience of the advice worker service, he emphatically asserted that the proximity of the advice 
worker within the food bank was extremely valuable, particularly in terms of his current physical 
impairments, as well as the savings in bus fares. He reported that the advice worker had signposted 
him to solicitors which might be able to take on a case for negligence against the hospital that had 
misdiagnosed the original condition. 
Speaking with the advice worker revealed a more complex picture. She explained that Frank had first 
come to see her well after both an adverse decision had been made on an ESA claim in respect of 
the initial injury and he had already submitted a new claim regarding the second. She had explained 
that: 
 “/ƚŚŽƵŐŚƚŝt was likely that if he had got a reconsideration/appealed on the first claim I think it likely 
he would have won, but as he had already made a new claim there was no point in trying to get a 
late one accepted. What I was advising him about this week was that I think it is possible/likely that 
the DWP will turn down his new claim and I wanted to be sure that he knew what to do if they did  W 
i.e. come back to me, do a mandatory reconsideration within one month, and I think he got that clear 
and hopefully wilůĚŽƐŽŝĨƚŚĂƚŚĂƉƉĞŶĞĚ ? ?
Clearly there is a gap  W in this instance  W between what Frank remembered of his meetings with the 
advice worker (the reference to a medical negligence claim) and what she reports discussing with 
him. Importantly, she observed that  “ĐůŝĞŶƚƐĚŽŶ ?ƚŶĞĐĞƐƐĂƌŝly go to the food bank expecting to 
ĐŚĂůůĞŶŐĞƚŚĞŝƌďĞŶĞĨŝƚ ?; the pressing concern is food poverty and, for this reason may not always 
fully absorb what she says to them during an initial meeting. 
                                                          
11
 All names are pseudonyms. 
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Leanne 
This young woman is pregnant and has a child of pre-school age whose father she is separated from. 
Leanne reported having problems with reading, in addition to suffering with anxiety, panic attacks 
and depression. She indicated that in addition to her midwife, she has a MAST
12
 worker to help with 
parenting and getting to groups and classes. 
Since the end of last year, Leanne has occupied a local authority property which, she says, she has 
struggled to decorate and furnish and has ended up at the food bank when  “/ŚĂǀĞŶ ?ƚŐŽƚĞŶough 
ŵŽŶĞǇƚŽƉĂǇĨŽƌĨŽŽĚ ? ?She currently owes over £2,000 in rent arrears. The arrears accrued after 
her Housing Benefit was stopped when  W she believes  W neighbours informed the housing 
department that no-one was living at the property based on the dearth of possessions visible from 
outside. As a result, the local authority is taking her to court to regain possession of the property. 
She reports that she receives letters regarding the rent arrears on a regular basis: 
 I do find it quite upsetting and it ĚŽĞƐŵǇŚĞĂĚŝŶ ?/ĚŽŶ ?ƚŶĞĞĚƚŚĞŵƐĞŶĚŝŶŐŽƵƚůĞƚƚĞƌƐƚŽ
ŵĞĂůůƚŚĞƚŝŵĞǁŚĞŶ/ĂůƌĞĂĚǇŬŶŽǁ ?/ĂŵƚƌǇŝŶŐƚŽŐĞƚŝƚƐŽƌƚĞĚ Q/ ?ŵŐĞƚƚŝŶŐŵŽƌĞǁŽƌƌŝĞĚ
about it and more panicky about it. 
While her MAST worker has indicated that she can help with this problem, Leanne reports that it is 
only since she was referred to the CAB advice worker at the food bank that she feels any actual 
progress has been made. The advice worker has referred her to the Legal Services Team at Sheffield 
CAB, who have assigned her a case-worker to represent her in court, while the advice worker herself 
is helping her to deal with the housing department/DWP, including helping with completing claim 
forms and liaising over the phone. Of this support, she says: 
 [Legal Representative] is comŝŶŐƚŽĐŽƵƌƚǁŝƚŚŵĞĂŶĚǁŝƚŚt ?ƐŚĞ ?ƐƌŝŶŐŝŶŐ ?ĞŵƵƉĂŶĚ
doing stuff, so I can see they are doing stuff and they are trying to help me which, with the 
other people [MAST worker] ?ƚŚĞǇ ?ĚƌĂƚŚĞƌƚĂůŬĂďŽƵƚŝƚ ?ďƵƚƚŚĞǇĚŽŶ ?ƚŐĞƚĂŶǇǁŚĞƌĞĂŶĚ
ƚŚĞǇĚŽŶ ?ƚŚĞůƉƐŽ ?ƚŽďĞŚŽŶĞƐƚ ?ƚŚĞƌĞĂŝŶ ?ƚŶŽƉŽŝŶƚŝŶŚĂǀŝŶŐƚŚĞŵǁŚĞŶƚŚĞǇ ?ƌĞŶŽƚ
helping me. 
When asked if she has found it beneficial having the advice worker on site at the food bank, Leanne 
responded: 
 zĞƐ ?ďĞĐĂƵƐĞ/ŽŶůǇůŝǀĞĚŽǁŶƚŚĞƌŽĂĚ ?ŝƚ ?ƐĞĂƐŝĞƌĨŽƌŵĞƚŽŐĞƚƚŽƚŚĂŶƚŽǁŶďĞĐĂƵƐĞ/ ?ǀĞ
ŐŽƚĂĐŚŝůĚ ?ĂŶĚďĞĐĂƵƐĞ/ ?ǀĞŐŽƚĂŶǆŝĞƚǇĂŶĚƉĂŶŝĐĂƚƚĂĐŬƐŝƚŝƐƋƵŝƚĞŚĂƌĚĨŽƌŵĞƚŽŐŽ
places as well. 
tŚŝůĞ>ĞĂŶŶĞ ?ƐĐĂƐĞŝƐƐƚŝůůŝŶƉƌŽŐƌĞƐƐ ?ƚŚĞĂĚǀŝĐĞǁŽƌŬĞƌŝŶƚĞƌǀĞŶƚŝŽŶŚĂƐŵŽƌĞŝŵŵĞĚŝĂƚĞďĞŶĞĨŝƚƐ
for her:  
1.  It is more practical and accessible for someone who is pregnant, has a young child and suffers 
with anxiety, panic attacks and depression since it is both local and tied in with something that 
she is already doing: visiting a food bank. 
2.  Given her problems both with reading and with anxiety, the advice worker has both been able to 
put Leanne in touch with someone who will advocate for her at future court appearances, while 
                                                          
12
 Multi-Agency Support Team. 
Page | 24  
 
simultaneously alleviating the additional anxiety of completing claim forms and liaising with the 
housing department. 
 
Jamie 
Jamie is a single father of two children aged 3 and 6. His partner walked out on the family at the 
beginning of the year, at which time he was working. Jamie explained how he had had to give up his 
job in order to look after his youngest child. He reported that he had to make a new claim for tax 
credits, child benefit and income support and, consequently, had no money for a couple of weeks.  
He was referred to FB1 by his health visitor soon after his partner had left and reported being asked 
 W by the food bank volunteers - if he would like to see a CŝƚŝǌĞŶƐ ?Advice worker during his first visit. 
 /ƐĂŝĚǇĞŚ ?ĐĂƵƐĞ/ĐŽƵůĚĚŽǁŝƚŚŚĞůƉƚƌǇŝŶŐƚŽĨŝůůƚŚĞĨŽƌŵƐŝŶĨŽƌƚĂǆĐƌĞĚŝƚƐĂnd that, so I 
ǁĞŶƚƚŽƐĞĞƚŚĞĐŝƚŝǌĞŶƐ ?ĂĚǀŝĐĞǁŚŝůĞƚŚĞǇǁĞƌĞƐŽƌƚŝŶŐŽƵƚƚŚĞƉĂƉĞƌǁŽƌŬĨŽƌŵǇĨŽŽĚ
parcel. 
Jamie reported having attempted to resolve his problems himself but: 
 I was at sixes and sevens. I tried, I contacted child tax credits and child benefit to get the 
forms that I needed to fill in, but they were taking ages for me to get a response ofĨ ?Ğŵ ?ƐŽ
when I went to see the food bank, the CAB helped me and gave me phone numbers to 
contact to try to rush my claim through. 
He went on: 
 The form /ĨŝůůĞĚŝŶ ?ŝƚŵƵƐƚ ?ǀĞďĞĞŶǁƌŽŶŐ ?ƐŽAW gave me a new tax credit form to fill in. 
ĞĐĂƵƐĞƐŚĞŬŶĞǁ/ŚĂĚŶŽŵŽŶĞǇĐŽŵŝŶŐŝŶĂƚĂůů ?ĂŶĚŽďǀŝŽƵƐůǇ/ ?ǀĞŐŽƚƚǁŽĐŚŝůĚƌĞŶ ?ƐŚĞ
gave me paperwork with some numbers to contact social services about a short-term loan or 
ƐŽŵĞƚŚŝŶŐůŝŬĞƚŚĂƚ ?/ĚŝĚŶ ?ƚǁĂŶƚƚŽƚĂŬĞĂůŽĂŶŽƵƚďĞĐĂƵƐĞŽďǀŝŽƵƐůǇ/ ?ĚŚĂǀĞƚŽ pay it 
back, but family were helping me out if I needed money for gas and electric. So she was 
advising me who to go and see and things to do really. 
/Ŷ:ĂŵŝĞ ?Ɛcase, the advice worker was supporting him in sorting things out for himself, making sure 
he was in touch with the right people and had access to the correct forms. However, he points out 
that: 
  ?ĞǀĞƌǇƚŝŵĞ/ƵƐĞĚƚŽŐŽƚŽƚŚĞĨŽŽĚďĂŶŬĞǀĞƌǇ&ƌŝĚĂǇ ?ƐŚĞĂlways used to pull me to one 
ƐŝĚĞĂŶĚƐĞĞŚŽǁƚŚŝŶŐƐǁĞƌĞŐŽŝŶŐ ?ƐĞĞŝĨ/ ?ĚŚĞĂƌĚĨƌŽŵƚĂǆĐƌĞĚŝƚƐŽƌŝŶĐŽŵĞƐƵƉƉŽƌƚ ?
blah-di-ďůĂŚ ?^ŚĞĂůǁĂǇƐƐĂŝĚƚŽŵĞ “ŶǇƉƌŽďůĞŵƐ ?ŝĨǇŽƵĐĂŶ ?ƚǁĂŝƚ ?ƚŝů&ƌŝĚĂǇĂƚƚŚĞĨŽŽĚ
bank, ?ƐŚĞŐĂǀĞŵĞŚĞƌƉŚŽŶĞŶƵŵďĞƌƚŽĐŽŶƚĂĐt her. Yeh, she were very helpful. You 
ĐŽƵůĚŶ ?ƚŚĂǀĞǁŝƐŚĞĚĨŽƌĂďĞƚƚĞƌƉĞƌƐŽŶƚŽŚĞůƉǇŽƵƌĞĂůůǇ ? 
Although Jamie stated  “/ ?ŵĂůůƐŽƌƚĞĚŶŽǁ ? ?he also explained that he is currently living in a three-
bedroomed property and is being charged bedroom tax as his children are the same sex and both 
aged under 10. Since he is only in receipt of income support, Jamie explained: 
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 / ?ŵŽŶůǇĐŽǀĞƌŝŶŐĚĂǇ-to-ĚĂǇůŝǀŝŶŐĂƐŝƚŝƐ ?/ ?ŵƐƚŝůůǁĂŝƚŝŶŐĨŽƌƚŚĞĐŽƵŶĐŝůƚŽƉƵůůƚŚĞŝƌĨŝŶŐĞƌ
out and put me in a two-bedroom house. 
tŚĞŶĂƐŬĞĚŝĨƚŚĞĂĚǀŝĐĞǁŽƌŬĞƌ ?ƐŝŶǀŽůǀĞŵĞŶƚŚĂĚŚĞůƉĞĚƚŽĂůůĞǀŝĂƚĞƐŽŵĞŽĨƚŚĞƐƚƌĞƐƐĂŶĚ
anxiety that he would have been experiencing when he first visited the food bank, he responded: 
 zĞŚ ?ǇĞŚ ?ďĞĐĂƵƐĞ ?ŶŽƚũƵƐƚƚŚĞŝƚŝǌĞŶƐ ?ĚǀŝĐĞǁŽƌŬĞƌ ?ĂůƐŽ ?Ǉ ?ŬŶŽǁ ?ƚŚĞƉĞŽƉůĞĂƚƚŚĞĨŽŽĚ
bank, they were very helpful, as well, yeh, they were very helpful as well. 
Between them, the food bank volunteers and the advice worker helped support Jamie and his 
children and provide much needed advice during a particularly stressful time in their lives, resulting 
in an improvement in their material circumstances. As a consequence he reported that he has not 
been back to the food bank for  “ƋƵŝƚĞĂǁŚŝůĞ ? ? 
  
Page | 26  
 Ƭ 
The advice worker pilot intervention has been in place in participating food banks for approximately 
three months. While it is acknowledged that it is difficult to measure whether the advice provided to 
an individual has produced a positive outcome and that perhaps one of the best indicators of this 
can be assessed against non-return to the food bank, there is at least one example of this being the 
case. Here, a service user reported having been restored from food poverty - following an acute 
income crisis - with the combined support of the advice worker and food bank volunteers. 
Embedding or integrating the advice worker service within the food bank is perceived as having 
immediate practical benefits.  These include negating the necessity of travelling outside the area, 
which both reduces the need for people - who already do not have enough money to buy food - to 
find bus-fares and enables them to combine visiting an advice worker with an activity they are 
already doing  W collecting a food parcel. There is additional value to those service users who have 
young children, and/or mental or physical impairments which would make travel more challenging.  
Other benefits reported by both service users and volunteers include the alleviation of stress and 
worry wrought by acute income crises  W either in deploying appropriate resources or providing 
advice to enable the client to resolve the problem themselves - particularly in those instances where 
other agencies are seen to be wanting, or where a service user has more complex support needs. 
Evaluating two very different sites  W both in terms of longevity and the models of provision into 
which the intervention has been introduced  W has been insightful and produced valuable learning 
which - if responded to  W is likely to strengthen future roll-out to other sites. From the complexity of 
these case studies I have distilled the following suggestions/recommendations for consideration: 
 
1. It is essential that the intervention has clear aims and objectives; for example, regarding 
income maximisation; supporting service users into positions whereby they no longer need 
to use the food bank; empowering service users to manage their own problems; enabling 
food bank volunteers to identify the most vulnerable and to triage appropriately. 
2. These objectives should be used to inform the volunteer training which, at present is not 
adequately tailored to preparing volunteers to undertake triage of immediate and urgent 
needs, an objective I understood was core to the initiative. Rather than providing detailed 
information about the benefit system, it is worth revising the training with a more practical 
and directly relevant focus, with handouts that will give volunteers greater confidence in 
knowing how to refer clients most in need.  
3. Sufficient lead-in time is required to enable advice workers, food bank co-ordinators and 
volunteers to engage in a dialogue regarding expectations and objectives and to work 
toward developing a joined-up approach. This is particularly salient in relation to the advice 
worker issuing food bank referrals and for how long.  
4. As part of this process, advice workers would benefit from an orientation period within the 
food bank, during which they simply observe what goes on, in particular how the client-
facing work is conducted. This would enable the various stakeholders to identify best 
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practice for referring service users to the advice worker or, conversely, establishing terms by 
which food bank referrals are issued. 
5. In order to maximise uptake of the advice worker service, it is important that all volunteers 
involved in client liaison have the opportunity to meet the advice worker and have 
attended the training. This is particularly important at those food banks which are open to 
the public on more than one day each week. 
6. Notwithstanding the need to provide privacy to clients, it is worth considering the 
positioning of the advice worker ǁŝƚŚŝŶƚŚĞĨŽŽĚďĂŶŬƚŽĞŶƐƵƌĞ ?ĨůŽǁ ?ŽĨĐůŝĞŶƚƐƚŽƚŚĞ
service. 
7. Once established, the advice worker is likely to become very busy, both with issuing food 
bank referrals, and in giving advice. Acknowledging that additional costs may be incurred in 
terms of room hire, it is worth exploring the possibility of extending the time that the 
advice worker is available before and after the food bank is open to allow for pre-booked 
appointments. 
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